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Abstract: In the post-pandemic era, consumer behavior patterns have changed, and
digital transformation has become a hot topic. With high-touch service features, the
Taiwanese custom furniture industry has been depending on manual operations, and
the inconsistent internal business processes have resulted in the slow progress of
digital transformation plans. Therefore, the study aims to propose a more practical
planning model using service design thinking on business process perspectives. By
establishing explicit guidelines on back-of-stage interactions, the study intends to
standardize the sequence of the operations and reduce the improvements gap among
stakeholders. Meanwhile, through studying the service network of the case, we can
help businesses discover the critical elements for internal process optimization and
reaching consensus among stakeholders so as to serve as references for facilitating
service design and improving digital transformation effectiveness.
Keywords: service design, business process, stakeholders, experience strategy

1. Digital transformation in high-touch service industries
Fuelled by the pandemic, consumer spending patterns have changed drastically. Even in the
post-epidemic era, online service channels continue to develop rapidly, and digital
transformation is inevitable for many industries. However, high-touch commercial service
industries, such as interior decoration, custom furniture, etc., have long relied on physical
interactions between frontline staff and customers while overlooking the importance of
digital service channels. Impeded by the pandemic, the original offline customer services
cannot be delivered, which has been seriously impacting their business operations. Taking
Taiwanese custom furniture chain stores, for example, they are currently experiencing the
aforementioned dilemmas and market changes. Companies must accelerate their searches
for the right digital transformation solutions.
Numerous studies have pointed out that the definition of digital transformation is to analyse
customers' needs, review the service journey, and improve the service quality by
This work is licensed under a Creative Commons Attribution-NonCommercial 4.0
International Licence.
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implementing digital tools (Zhan, Li, Zhou, Wang, and Digital Transformation Research Team,
2000). The focal point is to optimize internal processes and unify the individual perception of
stakeholders under the premise of implementing digital tools. The answer to the
effectiveness lies in reaching consensus among internal stakeholders to maximize standard
operation procedure (SOP) adherence.
Currently, the service journey of the custom furniture industry is majorly carried out
manually. Each stakeholder's perception decides the sequence of the operations. Although
there are internal operation standards and information systems, it is difficult to ensure
compliance with SOPs. The current service delivery systems in this industry are incompatible
with the core value of digital transformation, coupled with the lack of digital experience; the
conditions lead to slow progress in digital transformation. To facilitate digital transformation
in related industries, the study combined service design and business process concepts to
explore the entire order to cash journey from Order Confirmation, Materials Preparation,
Delivery, Assembly, and Project Final Acceptance to Collecting the Balance. In the case of
Green Furniture, a Taiwanese custom furniture brand, we analysed why the business process
in its service journey has not reduced ambiguities in stakeholders' understanding. By
interpreting the service delivery system of Green Furniture, gaining insight into the status
quo of its internal/external service journeys and understanding stakeholders' level of
comprehension of the service journey, we dug into the reasons for the inconsistent
operation procedures among stakeholders. Then we introduced the critical factors of service
design to drive digital transformation and further devised an approach to optimize the
internal operation procedure. Moreover, a gateway between manual/automated operation
procedures and a quality review point was proposed to establish norms to lead stakeholders
toward a consistent operation procedure and improve digital transformation efficacy.

2. Literature review
2.1 Service Design
Service design has expanded into a service innovation thinking framework with commercial
value and a communication bridge between customers and companies. Livework (2021)
believed that service design is to help companies put new ideas into effect and use design
tools and methods to collect and analyse the needs of customers, employees, and suppliers
for exploring innovative solutions (Design Council, 2015). Service design is both the result
and the structure of a service process, intertwining a commercial mindset with a humancentred spirit to integrate omni-channel services for a better service system (Tang, 2019). To
interpret service design via a systematic engineering approach can help improve the
probability of successful services (Institute for Information Industry, 2008).
In response to the industry changes, service design principles have been revised to Humancentred, Collaborative, Iterative, Sequential, Real and Holistic to further explore the
interactive networks among customers, users, employees, and companies, as well as to fit
business innovation effectiveness management better (Stickdorn, 2010, 2018). As a bridge
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between an organization and its customers, service design can aid an organization to
reinvent its services and also create innovative solutions fitting its corporate resources and
restrictions while meeting the needs of customers and the market (Lee, Oh & Choi, 2021).
The study lays stress on the impacts of perception differences of stakeholders in the service
journey. Under the service design framework, the study focuses on discussing ideas for
boosting service design performance, helping enterprises and stakeholders reach consensus,
and exerting the benefits and efficacy of service design.

2.2 Business process
Business process is the fundamental research of information system, which generally refers
to the order to cash process (Dumas, Rosa, Mendling, & Reijers, 2018). Business process
overlaps with the sales procedure in the service journey and is essentially the back-of-stage
interactions during the sales procedure, as shown in Figure 1. If one regards the service
journey as the structure of interactions between a company and its customers, then the
business process can be viewed as the framework of the structure. The customer journey
and business process are complementary that the service designer must master and fully
understand both. Because the back office interactions and technology opportunities are
cornerstones for delivering innovative customer experience and quality services, they are
also the foundations to avoid the incoherence of tasks and are the driving forces for
achieving business goals (Stickdorn, 2010, 2018).

Figure 1. Customer Journey vs. Business process

Business process re-engineering emphasized that companies in the United States should (1)
change the lengthy processes, (2) redefine the functions of information tools, and (3) change
old mindsets and processes radically to enhance competitiveness. However, the lack of
discussions about "human" was misused to increase business profits and layoff plans. It
eventually failed as being boycotted by employees (Hammer, 1990). We believe that service
design is to analyse customers’ needs with human-centred mindset so to develop omnichannel services. Moreover, the business process aims to improve operational performance
and construct an internal information system for customer service. The fusion of the two
models can generate user-oriented and commercially valuable execution plans (Banica &
Patricio, 2020) to enhance service quality and streamline services.
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3. Research methods
Although digital transformation has made companies emphasize the implementation of
digital tools, "human" is still the centre of customer experience operations (Gartner, 2021).
Staying on top of the interactive structure of the internal process and the levels of
understanding among stakeholders can help enhance the service quality and efficacy of
digital transformation. From service design perspective and framework, the study applied a
case study approach to explore the customer service journey of Green Furniture. The study
found that Green Furniture has not developed a set of internal SOP yet. By adopting
business process framework, the study analysed the internal process of Green Furniture and
gained an insight into the contributing factors of its perceptual differences. There is no
internal audit mechanism and regulations set forth to constrain the revisions of operation
procedures. The study also discussed the communication principles to bring stakeholders
and the company closer. It is suggested that the focus should be on defining the ambiguous
area and publicly illustrating the influences of SOP guidelines on service delivery outcomes.
By reaching the consensus among stakeholders, the company can achieve the desired
service design and digital transformation results.

3.1 Case study: Green Furniture
Green Furniture provides customized furniture design services and deploys a digital system
to connect the process from design drafting to product manufacturing. Green Furniture is
one of the first chain store brands taking the lead to implement internal intelligent design
and manufacturing systems. The front-of-stage interactions in its customer journey rely on
the frontline staff's communications with customers using its digital design system. After the
design is completed, the back-of-stage stakeholders, such as design assistant, purchaser,
warehouse specialist, etc., take over the project to manufacture the furniture. Both front
office and back office interactions are mainly carried out manually and supplemented by the
digital system. The company provided customers with peace of mind through physical
interactions; however, the original business model was severely hindered by the pandemic,
and the owner was forced to deal with its over-reliance on offline service channels. Since
then, the company has been exploring the implementation of digital service channels along
with the digitization of back office interactions and has set up a digital team to execute its
digital transformation plan.
By analysing the digital transformation experience of Green Furniture, we observed that (1)
the internal manual operation procedure is too flexible, resulting in various voluntary
operation procedures, and there is a perception gap between stakeholders, whose
inconsistent operations sequences cause breakpoints in back-of-stage interactions. (2) After
compiling and analysing the actual operation procedures and improvement suggestions from
interviewed stakeholders, we realized that the more practical the SOP or digital
transformation plan is, the better compliances with SOP among stakeholders may become.
(3) If there's an audit mechanism, stakeholders' operations can be constrained and may
further lead to SOP adherence and stable work quality.
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The study aims to encourage the businesses lacking of digital experience to join the rank of
digital transformation. Aside from assisting in evaluating the effectiveness of digital
transformation, the study also serves as a reference for internal researches and provides
practical value for commercial service industries of the same scale or service attributes.

3.2 Research process
In order to understand the influences of internal stakeholders in digital service channels
from the perspectives of service design and business process, in the first phase of the study,
a survey on Green Furniture’s customer journey was conducted, and seven stages of its
business process and the interaction structure among relevant stakeholders were complied.
In the second phase, based on the customer journey and semi-structured interviews, the
differences between the standard and actual operation procedures were clarified. Combined
with the personal derivative tasks of different stakeholders with the same job duties, the
current status of the perception differences was obtained. In the third phase, the business
process framework was adopted to get to the crux of inconsistent operation procedures,
and the factors affecting service quality were summarized as the direction of discussion for
efficiency improvement.
Green Furniture’s Service Delivery System
Through its official website and public information, a secondary analysis was conducted, and
the current customer journey map of Green Furniture was compiled. We found that the
critical area of its service process is from Order Confirmation to Materials Preparation &
Assembling, the pivot of the transformation from intelligent design to intelligent
manufacturing. The level of comprehension and interaction quality of critical stakeholders at
these stages, sales, design assistant, and purchaser, have crucial impacts on the accuracy of
data conversion from design data to the manufacturing system.
Semi-structured Interviews of Stakeholders
According to the last research phase results, we discovered that the sales staff are the key to
connecting customers and the back-of-stage service delivery system and are essential for
customer service quality reviews. Therefore, Green Furniture values the cognitive ability of
its salespeople in order to boost service consistency.
To delve into the actual operation situations, three top salespeople from Northern, Central,
and Southern Taiwan were interviewed in this phase of the study. Compared to their peers,
they have handled more projects and obtained extensive experiences, thus are able to
provide more profound insight into the current status quo. The card-sorting method was
adopted during the interviews. The interviewees were asked to write down the tasks of their
operating procedures and details of each task. Finally, the interviewees used the information
on the cards to guide the interviewer through the actual business process to ensure the real
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operation procedures were rendered comprehensively. The interview process is shown in
Figure 2.

Sales Lee
Top Sales of Northern Taiwan
& Green Furniture

Sales Hsu
Top Sales of Central Taiwan

Sales Chen
Top Sales of Southern Taiwan

Figure 2. Pictures of the Stakeholders’ Interviews

An Analysis adopting the Business Process Framework
Although Green Furniture has an information system managing customers' orders,
stakeholders who operate the system have different perceptions of SOP, which gives rise to
the inconsistencies of operation procedures. Thus, the study applied the fundamental
information system research, business process framework to study the frontline sales and to
analyse the customer journey from Order Confirmation to Materials Preparation &
Assembling. We summarized the crux of the different perceptions of stakeholders and learnt
the critical factors for inconsistent operation procedures that further affect service quality.

4. Exploring the service delivery system of Green Furniture
4.1 The critical stages affecting customer satisfaction
There are seven stages in Green Furniture's business process, from Store Visiting to Project
Final Acceptance, involving 11 front-of-stage and back-of-stage stakeholders. The study
assigned a color block for each stakeholder labelled before each detailed task: green for
Customer, purple for Sales, light purple for Design Assistant, yellow for Purchaser, red for
Sales Assistant, grey-blue for Scheduler, light mauve for Main Warehouse Specialist, deep
mauve for Branch Warehouse Specialist, brick red for Delivery Driver, dark red for
Assembler, and dark grey-blue for Supplier. The distribution of color blocks indicates that (1)
salespeople play an essential role in the entire business process; (2) each back-of-stage
stakeholder’s task content and execution sequences. The map also shows that the intelligent
system is the communication platform between sales and customers. Before making any
decision for the final design plan, a customer can preview the project outcome and the
budget, as shown in Figure 3.
Furthermore, Order Confirmation to Materials Preparation & Assembling in the business
process is also the most complicated stage among the back-of-stage interactions. During
these stages, a design is turned into a real product. The process involves materials
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purchasing, manufacturing, and delivery preparation as well as schedule arrangement with
the customer and the assembler. When one stakeholder does not complete the preparatory
work precisely, the furniture cannot be finished on time. This sort of situation may lead to a
lower customer satisfaction rate and willingness to recommend or even end up causing an
indemnity.
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Figure 3. Green Furniture’s system furniture customer journey map
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4.2 Stakeholders’ dual-mode interaction structure
After cross-comparing the customer journey map and stakeholders' interaction structure, as
shown in Figure 4, we noticed that the transition from Order Confirmation to Materials
Preparation & Assembling is also a diversion point of the interaction modes. Before the
Materials Preparation & Assembling stage, it is a linear process. It follows the steps of
visiting, measuring, design planning, and order confirmation to design the furniture with the
intelligent design system and complete the order information manually; afterwards, the file
is handed over to a purchaser to carry out material orders placement. Contrastingly, the
Materials Preparation & Assembling stage is of synchronous network mode. After a
purchaser completes the order placement, suppliers, warehouse specialists, a project
scheduler, and a sales assistant will conduct their works based on the order details
simultaneously. However, there is no cross-check mechanism upon each task completion,
and the materials are oftentimes verified until the assembly day.
Order Placement is the connecting point of Order Confirmation and Materials Preparation &
Assembling, and the stakeholders during these stages are a sales, a design assistant, and a
purchaser. The quality of the interactions among the three stakeholders may impact the
quality of the internal business process. A purchaser obtains a design detail sketch and a 3D
model file drafted by a design assistant along with the design data organized by a
salesperson after communicating with the customer. Then a purchaser uses the design data
to produce material orders and sends them to suppliers for materials processing. If the
design assistant misunderstands the design details provided by the sales or the sales is not
able to deliver comprehensive design details, the files obtained by the purchaser may be
wrong. If the wrong information is passed onto the following steps, the furniture cannot be
completed on time, thus eventually may result in a business loss and affect the service
review.

Figure 4. Stakeholders Map
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4.3 SOP guidelines and procedure execution differences
As stated above, salespeople are the key to the whole service journey. The interaction
quality between the front-of-stage staff and the customer has direct impact on customer
experience. The smoothness of back-of-stage interactions depends on the salesperson’s
perception of the business process. Therefore, the study probed into the different
perceptions among the three interviewees through interview data and compared the
similarities and differences between SOP and actual operation procedures to serve as the
discussion foundation of reasons for inconsistencies.
To identify the content and quantity of tasks involuntary operation procedures, we assigned
uppercase/lowercase A/a-G/g to each stage for distinguishing the front-of-stage/back-ofstage interactions. For example, (A/a) Store Visiting, (B/b) Measurement Appointment, (C/c)
Design Planning, (D/d) Contract Signing, (E/e) Order confirmation, (F/f) Material Preparation
& Assembling, (G/g) Project Final Acceptance, and assigned a number to each specific task.
For instance, “greeting customers visiting the store” at Store Visiting stage is A-01. A code
was assigned to each task following this logic, and every task in every interviewee’s
voluntary operation procedure was also coded this way after the standard operation
procedure.
Front-of-Stage Interactions
The interview result indicated that all three interviewees had added tasks derived from the
standard operation procedure. To provide their customers with peace of mind, they
proactively notify their customers of assembly dates at different service stages (E-05, F1-01,
F2-02). For instance, Sales Chang always makes real-time progress reports (F2-02) for her
customers at Materials Preparation & Assembling stage, so even though the furniture
cannot be completed on the first assembly day, the customers are still willing to pay the
balance in advance (F2-03). Sales Hsu adds Order Screening (A1-01 to A1-03) stage between
Store Visiting and Measurement Appointment stages, and the deposit is collected at this
stage to confirm a customer's intention to cooperate. At Measurement Appointment stage,
aside from taking a measurement and discussing the customer's needs, Sales Hsu goes on to
explore the construction specifications set by the building management committee (B5-04).
Moreover, Sales Hsu makes appointments for the assembly date (C-06) at the Design
Planning stage, which is earlier than the SOP. All these derived tasks are to improve the
project execution efficiency, as shown in Figure 5 and Figure6.
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Figure 5. Customer Journey Map (Front-of-Stage Interactions) Standard Operation Procedure and
Actual Operation Procedures - Store Visiting to Contract Signing

Figure 6. Customer Journey Map (Front-of-Stage Interactions) Standard Operation Procedure and
Actual Operation Procedures - Order Confirmation to Project Final Acceptance
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Back-of-Stage Interactions
The back-of-stage customer journey map clearly indicates that the stages before Order
Confirmation are constrained by the intelligent design system, so the interviewees’
operating procedures are nearly in line with the company’s SOP. However, when entering
Order Confirmation stage, tasks are mainly conducted manually. Since there is no constraint
to enforce SOP compliance, the sales may reassign each task to different stages (f1-01~-g01), which affects the interactions among stakeholders, as shown in Figure 7 and Figure 8.
Because there is no mandatory audit mechanism for each task, the product quality and the
accuracy of material specifications cannot be ensured before delivery. Therefore, the system
furniture may not be assembled properly on the assembly day. Consequently, each
interviewee adds a Finishing Touches stage to adjust and fix defects after the assembly
stage. The lack of reviewing mechanism for the Finishing Touches stage may lead to another
or even more adjustments. All interviewees indicated that the more adjustments, the lower
the customer satisfaction.

Figure 7. Customer Journey Map (Back-of-Stage Interactions) Standard Operation Procedure and
Actual Operation Procedures - Store Visiting to Contract Signing
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Figure 8. Customer Journey Map (Back-of-Stage Interactions) Standard Operation Procedure and
Actual Operation Procedures - Order Confirmation to Project Final Acceptance

4.4 Insights on inconsistencies of SOP with business process framework
As mentioned above, the tasks after Order Confirmation in the business process are carried
out manually. Because of individual time management styles and different perceptions on
the importance of tasks, each task is executed based on each stakeholder's personal habit,
which results in inconsistencies of the internal process. Moreover, due to the lack of a
quality control mechanism, quality defects may occur, decreasing customer satisfaction.
The study applied the business process framework to depict the detailed process from Order
Confirmation to Project Final Acceptance. We realized that although there is an operations
sequence in SOP, there are no regulations to constrain the change of operation procedures,
no digital tools to ensure SOP adherence, and no guidelines for heading back to the last
stage should any error occurs. The lack of strict constraints allows the stakeholders to
develop their operation procedures. Not only does it affect the smoothness of operations
among the stakeholders, but it is also the main reason for the disunited back-of-stage
interactions of Green Furniture, as shown in Figure 9.
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Figure 9. Order to Cash process – From Order Confirmation to Final Project Acceptance

5. Research results
From service design perspective, the study explored the essential element of digital
transformation, the optimization of internal processes. We also analysed the reasons for the
consistent/inconsistent back-of-stage interactions in the business process and discussed
whether different perceptions of the business process among stakeholders influence service
design efficacy. The study concluded that three key issues could be tackled to improve the
consistency of back-of-stage interactions to boost the efficiency of service design and further
achieve the goal of digital transformation.

5.1 The stakeholders' assistance of goodwill have led to inconsistencies of SOP
Service consistency is one of the core values of business operations. Through the
interactions during the service journey, a customer observes the rigorous manner of a
company and the integrity of its service. Therefore, the service delivered at each stage
should be accurately planned and performed to reflect the company's meticulous attitude.
However, because of their enthusiasm, the frontline staff often repeat the operation
procedures of other stakeholders. Taking delivery notifications, for example, if the message
sent is not the updated information, multiple notifications may cause confusion for the
customer and other stakeholders.
Taking Green Furniture, for instance, the sole contact point for assembly date notification
should be the project scheduler. Nevertheless, the interviewees believe that the repeat
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notifications are merely part of service that will not cause any problem at all. In fact, under
exceptional circumstances, the project scheduler sometimes may re-arrange the schedule
with the customer's consent. In this situation, if the sales fails to update the information, the
multiple notifications may cause puzzlement. Similarly, Sales Hsu starts the home space
planning with a floor plan and takes a measurement at the customer’s home after taking the
planning deposit (A1-01~A1-03). Her intention is to be more efficient and generates more
revenue for the company. Although actively pursuing the sales goals is worthy of
recognition, what she does is inconsistent with the brand’s free measurement policy and
may lead to customer confusion and distrust. Providing extra services out of goodwill seems
to be a minor issue but is indeed an obstacle in SOP adherence. If the stakeholders stick to
their duties and carry out tasks scrupulously and accurately, customers would appreciate
their efforts, showing their genuine passion for customer service.

5.2 A business process should be able to reduce the perception gap between
stakeholders
A business process clearly defines the journey from order to cash. As fundamental research
of information systems, a business process map indicates the gateway between manual and
automated procedures and clarifies the internal interaction structure; hence it is of
substantial help towards back-of-stage interactions among stakeholders. However, if
stakeholders have different perceptions of the internal service procedure, irregularities may
still occur. Despite of the specific task guidelines, the merits of business process cannot be
rendered.
To illustrate, there was no mechanism to enforce the compliance of manual back-of-stage
interactions in Green Furniture and eventually caused unstable work quality and
inconsistencies of SOP. After adding a gateway in the current operation procedure, the
direction of back-of-stage interactions becomes clear. Combined with the derived operation
procedures of interviewees', the SOP is updated, and a guideline in line with the actual
situation is developed as Figure 10. Even though there is a precise guideline to follow, due to
the long-term non-compliance with SOP and having their own voluntary operation
procedures, stakeholders may still choose to ignore the new norm, so the benefits of SOP
cannot be exerted. Moreover, the new norm may be mistaken for new steps in SOP by some
stakeholders, and subsequently, they use these misunderstandings to guide other
stakeholders, which may generate complaints about the lengthy process. In this regard, the
study suggests that companies should communicate with and instruct the stakeholders
continuously with diverse approaches to provide them with opportunities to comprehend
the new SOP fully. The constant guidance and assistance to change the current operation
mode may gradually consolidate the varied operation procedures and evolve into the best
business process.
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Figure 10. Order to Cash process - From Order Confirmation to Final Project Acceptance Revision

5.3 Service Design may eliminate perception differences of stakeholders in
business process
As stated above, the gateway in the service journey can be regarded as the critical point. It is
the diversion point of work progress, the point for quality control, and the entry point for
future planning of digital tools. Nonetheless, how to get relevant stakeholders to recognize
the significance of the gateway in order to find a solution to streamline the back-office
interactions is another important issue in business process management.
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To fully exploit the benefits of business process, the stakeholders must have the same level
of comprehension of SOPs. However, the stakeholders may develop their own operation
procedures because of convenience, unclear company norms, or other stakeholders' noncompliance with SOP. These may further cause other stakeholders to revise their current
operation procedures. All these non-compliances give rise to irregularities in the business
process. By adopting the human-centred service design concept, business goals and actual
resources are integrated to create the customer journey map. The customer journey map
guides the internal departments through the operation procedure, helps stakeholders
understand the coherence of front-of-stage and back-of-stage interactions, and reveals the
significance of their work. From Green Furniture’s experience, we know that the
stakeholders must attain a sense of recognition and honour for their job duties before they
are willing to change their long-term work believes and sincerely abide by the norms set
forth by the company.
A good business process requires regular reviews of actual operation status, occasional
interviews and analyses of pain points in the customer journey, participation of stakeholders
in solution discussions, and updates of SOP in the service context. In this manner, a more
comprehensive business process that meets real needs can be built. Thanks to the
participation of stakeholders in the process of setting operating principles, more realistic and
more straightforward details are included in the business process, which is of great help in
reaching consensus among stakeholders in the business process.

6. Conclusions & discussions
In the experience economy era, compared to the past, consumers are more assertive and
more actively participating in product creation. In order to satisfy customers' needs,
companies have successively provided customized products and have relied on their
frontline staff to assist customers in completing personalized products. Nevertheless, to
provide real-time supports for customized services, a flexible internal back-of-stage service
delivery system is required, and digital tools must also be deployed to manage customer
preferences and internal operation procedures.
The study has found that the commercial service industries with high-touch service features
tend to adopt manual operation procedures to process customized orders through the case
company Green Furniture. Although various actors, such as forms and information systems,
are applied to connect tasks in different stages during back-of-stage interactions, the lack of
explicit guidelines creates some ambiguous areas in the process. The situation encourages
stakeholders to develop their own voluntary operation procedures and generates
inconsistencies in the business process. How to maintain the consistency of the business
process? By exploring the interaction structure of actors, the study has found that the main
reason for the inconsistencies is the absence of end-to-end connections between actors.
Since there are no quality reviews and no time constraints, the over flexible manual
operation procedures and the adaptability of customized services along with the self-
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interpretations of the operation procedure out of stakeholders’ goodwill have given rise to a
messy back-of-stage service delivery system. It is not only difficult for quality management
but also causing wasteful use of resources and poor company reputation.
While the study focuses on the high-touch commercial service industries, the proposed
practical methodology also applies to small and medium-sized companies worldwide or large
enterprises operating solely in Taiwan. When the customer service model changes, these
two types of enterprises, due to lack of human resources and economies of scale, always
face the dilemma of having insufficient resources to provide comprehensive digital services.
The study suggests that, by involving relevant internal stakeholders to participate in process
optimization and constantly review the operational improvements, companies with limited
resources may gain insight into the opportunities and directions of digital transformation.
Meanwhile, the enterprise resources can be utilized more efficiently by elevating the
customer service experience and enhancing the internal operation process.
According to the research results, it is suggested that future researchers may take
chronological order into account and assess the possible time management efficiency of
applying the Gantt chart in the service journey. After mapping out timelines in the business
process, it may essentially urge the stakeholders to fulfil their tasks and hand in
comprehensive order information on time, thus preventing other stakeholders from adding
derived tasks due to incomplete information and eventually inducing abnormal operating
procedures. Furthermore, digital transformation is inevitable for optimizing services. During
the transformation planning process, the service design concept is of significant assistance
and keeps the plan in the service context. Still and all, during the reforming process, it is
hard to avoid valuing revenue above all and simplifying the service. It is suggested that
future researchers may integrate experience strategies while taking brand value
propositions, dimensions of customer experience, and user experience into consideration.
This way, they may help companies strike a balance between optimizing business processes
and rendering their experience goals while helping stakeholders understand the service goal
and position.
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